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SUBJECT: SODEXO AMERICA, LLC - A DEPARTMENT OF HEALTH SERVICES
HOUSEKEEPING SERVICES CONTRACT SERVICE PROVIDER
CONTRACT COMPLIANCE REVIEW

At the request of the Department of Health Services (DHS or Department), we
completed a revíew of Sodexo America, LLC (Sodexo or Contractor), a DHS
Housekeeping Services contract service provider. DHS requested our review because
their contract monitors noted problems with cleanliness at some facilities and worked
with Sodexo to address the problems in their Quality Control Plan (OCP). However,
due to recurring problems, DHS requested that we perform an independent review of
multiple DHS facilities in order to identify reasons for the intermittent problems, and to
evaluate Sodexo's compliance with their County contract. Our review included walk-
throughs of DHS facilities, interviews of DHS and Sodexo employees, and a review of
personnel files and other applicable documents.

Sodexo provides housekeeping servíces for Olive View-UCLA Medical Center (Olive
View), Harbor-UCLA Medical Center (Harbor), and eight County health centers located
in the Second, Third, Fourth, and Fifth Supervisorial Districts. DHS paid Sodexo a total
of $4.9 million on a fixed-fee basis from December 2013 through April2014.

Results of Review

Sodexo did not always provide the housekeeping seryices as required by their contract.
At two of the four facilities reviewed, the level of non-compliance impacted the sanitary
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conditions at the facifities and subjected DHS to potential citations and fines from health
care accreditation and licensing organizations. For example, we noted:

Olive View's Emergency Room exam rooms had dust buildup on the floors, light
fixtures, and patient care equipment, several hand sanitizers throughout the facility
were not functional or were empty, and Sodexo staff did not empty trash bins as
required. ln addition, the parking areas had an excessive amount of trash on the
ground and trash bins were overflowing.

a
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Sodexo's attached response indicates fhe sfeps they implemented to ensure the
sanitary conditions at the facilities are in compliance with their County contract.
However, fhe sfeps listed do not specifícally indicate how Sodexo will prevent the
deficiencies from recurring. Sodexo needs to submit a revised corrective action plan
to DHS for revíew and approval.

Sodexo staff left carts containing biohazardous waste unattended and unlocked. ln
addition, we noted four instances where Sodexo staff did not notify their manager
when the equipment used to sterilize biohazardous waste failed to reach the
required temperature, and Sodexo did not document whether they re-sterilized the
biohazardous waste.

Sodexo's response indicates that they retrained their staff and will increase
monitoring to ensure compliance with biohazardous wasfe storage requirements.

a Harborrs lntensive Care Unit (lCU) had dust buildup on patient care and office
equipment, and ICU trash cans were full. DHS staff indicated that these were
recurring issues, and that ICU staff would sometimes need to remove trash and
replace bed sheets due to a lack of housekeeping staff.

Sodexo's response indicates that they reorganized and added staffing, and
increased monitoring.

Sodexo's staffing levels at Olive View and Harbor for December 2013 through February
2014 were approximately 13o/o and 97o, respectively, less than the staffing levels noted
in their County contract. The lower staffing levels were generally due to vacancies,
holidays, and staff taking sick, vacation, and medical leave. Theír County contract does
not require Sodexo to backfill these employees or to maintain minimum staffing levels.
Sodexo's inability to maintain full staffing levels may have contributed to their inability to
appropriately clean Olive View and Harbor. ln addition, since the contract does not
require Sodexo to maintain minimum staffing levels, DHS cannot recover an estimated
$266,158 in staffing costs that Sodexo billed DHS based on full staffing.
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Sodexo s response indicates that they believe they provided adequate staffing.
However, they acknowledge that there were periods of staffing shortages and that they
have added staff to use in the event of absences.

Sodexo also did not comply with other County contract requirements. Specifically, we
noted Sodexo:

Did not implement an effective Quality Control Plan (OCP or Plan) as required.
Sodexo staff should have detected and corrected the significant ongoing issues we
noted during our walk-throughs. In addition, Sodexo staff did not maintain a listing of
complaints received or provide monthly reports to DHS that included a clear
description of problems noted during the month, and the time when the problems
were identified and corrected.

a
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Sodexo's response indicates that they have submitted a revised comprehensive
QCP to DHS for review. However, DHS' attached response indicates that the
revised QCP is inadequate and that they will work with Sodexo to obtain a revised
Plan.

Did not always complete annual health screenings or DHS facility training for staff,
and maintain employment eligibility records for all employees as required.

Sodexo's response indicates that they improved their procedures for tracking their
compliance with health screening and training requirements. However, Sodexo did
not indicate corrective action for not maintaining employee employment eligibility
records. DHS indicated that they will work with Sodexo to ensure our
recommendation is implemented.

Due to the issues noted in our review and potential impact to DHS, the Department
indicated that they plan to pursue contractual remedies including, assessing
performance deductions in accordance with the terms of the contract, and if appropriate,
placing Sodexo in the County's Contractor Alert Reporting Database.

ln addition, we recommend that DHS work with County Counsel to amend their
housekeeping services contracts to require contractors to maintain minimum staffing
levels and allow DHS to recover costs when staffing levels fall below the minimum.

Details of our review, along with recommendations for corrective action, are attached.

Review of Report

We discussed our report with Sodexo and DHS on July 16, 2014. Sodexo's attached
response (Attachment ll) índicates general agreement with our findings and
recommendations except for the finding relating to inadequate staffing levels. Sodexo
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states in their response that they provided adequate staffing. However, they
acknowledge that there were periods of staffing shortages and that they have added
staff to use in the event of absences. ln addítion, Sodexo's response did not always
adequately indicate a corrective action plan for our recommendations. Due to the size
of Sodexo's response, their individual attachments are not enclosed, but are available
upon request.

ln Attachment lll, DHS management indicates that they will work with Sodexo to obtain
a revised corrective action plan and QCP. The Department also indicates that they will
work with County Counsel to amend the contract and establish a requirement for the
Contractor to maintain minimum staffing levels.

We thank DHS and Sodexo management and staff for their cooperation and assistance
during our review. Please call me if you have any questions, or your staff may contact
Don Chadwick at (213\ 253-0301.

JN:AB:DC:AA:Js

Attachments

c: William T Fujioka, Chief Executive Officer
Mitchell H. Katz, M.D., Director, Department of Health Services
Richard D. Weiss, Acting County Counsel
Jeff Paulson, President, West Division Operations, Sodexo America, LLC
Public lnformation Office
Audit Committee



Attachment I

SODEXO AMERICA, LLC
HOUSEKEEPING SERVICES

CONTRACT COMPLIANCE REVIEW
DECEMBER 2OI3 THROUGH APRIL 2014

BILLED SERVICES

Obiective

Determine whether Sodexo America, LLC (Sodexo or Contractor) provided the services
required by their County contract.

Verification

During March and April 2014, we conducted walk-throughs for four of the ten
Department of Health Services (DHS or Department) facilities covered by the
housekeeping services contract. We also interviewed DHS and Sodexo staff, and
reviewed their County contract and other supporting documentation.

Results

Sodexo did not provide the housekeeping services as required by theír contracts. At
two of the four facilities reviewed, the level of non-compliance impacted the sanitary
conditions of the facilities and subjected DHS to potential citatíons and fines from health
care accreditation and licensing organizations. Specifically, we noted:

Olive View-UCLA Medical Center's (Olive View) Emergency Room exam rooms had
dust buildup on the floors, light fixtures, and patient care equipment, several hand
sanitizers throughout the facility were not functional or were empty, and Sodexo staff
did not empty trash bins as required. ln addition, the parking areas had an
excessive amount of trash on the ground and trash bins were overflowing.

a Sodexo staff left carts containing biohazardous waste unattended and unlocked. In
addition, we noted four instances where Sodexo staff did not notify their manager
when the equipment used to sterilize biohazardous waste failed to reach the
required temperature, and Sodexo did not document whether they re-sterilized the
biohazardous waste.

Harbor-UCLA Medical Center's (Harbor) lntensive Care Unit (lCU) had dust buildup
on patient care and offíce equipment, and ICU trash cans were full. DHS staff
indicated that these were recurring issues, and that ICU staff would sometimes need
to remove trash and replace bed sheets due to a lack of housekeeping staff.

Sodexo did not clean a room that is used to prepare intravenous fluids at Harbor on
a daily basis as required. We also noted a strong odor in Harbor's psychiatric
emergency room that DHS staff indicated was an ongoing problem.

AU DITOR-CONTROLLER
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Sodexo America, LLC Pase 2

Mid-Valley Comprehensive Health Center (Mid-Valley) and San Fernando Health
Center (San Fernando) had several areas where walls and partitions were not kept
clean, and staff areas and exam rooms had dust buildup. Sodexo did not vacuum,
brush, or dust the ceilings at San Fernando as required, and we noted excessive
dust, dirty floors, and trash that was not removed from Mid-Valley's Mammography
Mobile Clinic.

According to DHS, the issues noted during our review can result in the facilities
receiving citations for not meeting The Joint Commission's infection control standards,
and jeopardize Olive View and Harbo/s accreditation. In addition, the issues noted can
subject the Department to citations, fines, and license restrictions or revocation from the
California Department of Public Health.

Sodexo management needs to ensure housekeeping services are provided in
accordance with their County contract. Sodexo management also needs to provide a
corrective action plan to DHS that identifies the steps that Sodexo will take to correct
the non-compliance issues noted during our review.

Recommendations

Sodexo America management:

1. Ensure seryices are provided in accordance with their Gounty contract.

2. Provide a corrective action plan to the Ðepartment of Health Services
that identifies the steps they plan to take to correct the non-compliance
issues noted during our review.

STAFFING LEVELS

Obiective

Determine whether Sodexo maintained the appropriate staffing levels to ensure
services were provided in accordance with their County contract.

Verification

We interviewed DHS and Sodexo staff, and compared the actual housekeeping staffing
levels for December 2013 through February 2014 with the recommended staffing levels
indicated in their County contract's Statement of Work (SOW).

Results

Sodexo maintained the required staffing levels at San Fernando and Mid-Valley for the
period reviewed. However, Sodexo did not provide a sufficient number of staff to
appropriately clean Olive View and Harbor. The number of Sodexo staff that worked at

AU DITOR-CONTROLLER
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Olive View and Harbor was approximately 13% less and go/o less, respectively than the
number of staff Sodexo indicated they needed to appropriately clean the facilities.
Details of the average staffing levels Sodexo provided are indicated below:

Average Staffing Levels - December 2013 to February 2014

Sodexo's variance from the staffing levels indicated in the contract's SOW were
generally due to vacancies, holidays, and staff taking sick, vacation, and medical leave.
Their County contract does not require Sodexo to backfill these employees or to
maintain a minimum staffing level. As a result, DHS cannot recover an estimated
$266,158 ($t 55,328 for Olive View and $1 10,830 for Harbor) in costs that Sodexo billed
during the three months we reviewed where we noted that Sodexo did not provide
enough staff to sufficiently clean the facilities.

Sodexo needs to maintain sufficient staffing levels to ensure services are provide in
accordance with their County contract. ln addition, DHS should work with County
Counsel to amend their housekeeping services contracts and establish a requirement
for contractors to maintain minimum staffing levels.

Recommendations

3. Sodexo America management maintain sufficient staffing levels to
ensure services are provided in accordance with their Gounty contract.

4. Department of Health Services management work with County Counsel
to amend the contract and establish a requirement for the contractor to
maintain minimum staffing levels.

QUALITY CONTROL

Obiective

Determine whether Sodexo maintained a comprehensive Quality Control Plan (QCP or
Plan), and used the QCP to ensure that they provided the required services.

Verification

We interviewed Sodexo personnel, and reviewed their policies and procedures, QCP,
and other applicable documents.

AU DITOR-CONTROLLER

Facility
Staff - 1st Shift Staff - 2nd Shift Staff - 3rd Shift Overall %

Under-
staffed

Contract
SOW

Actual
% Under-

staffed
Contract

SOW
Actual

% Under-
staffed

Contract
SOW

Actual
% Under-

staffed
Olive View 74.0 65.4 11.60/o 41.0 39.3 4.0% 22.0 14.7 33.2Yo 12.8%
Harbor 74.4 62.3 16.3% 33.0 34.3 (3.e%) 25.0 23.7 5.4% 9.2o/o
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Results

Sodexo did not maintain an effective QCP as required by their County contract. The
Plan did not include policies for Sodexo staff to maintain a detailed complaint log and to
respond to each complaint within two hours of notification as required. ln addition,
Sodexo's staff did not:

Monitor to ensure the contract requirements were met. As discussed previously, we
noted a number of significant issues during our walk-throughs that appear to be
ongoing and that Sodexo staff should have detected and corrected.

a

Provide the County with monthly monitoring reports that included a clear description
of problems noted, and the time when the problems were identified and corrected.

Sodexo needs to develop a comprehensive QCP as required by their County contract,
submit the QCP to DHS for review, and ensure staff comply wíth the Plan.

Recommendation

5. Sodexo America management develop a comprehensive Quality Control
Plan as required by their Gounty contract, submit the Plan to the
Department of Health Services for review, and ensure staff comply with
the Plan.

PERSONNEL

Obiective

Determine whether Sodexo complied with personnel contract requirements, and
maintained personnel files as required.

Verification

We reviewed personnel files and other documentation for 37 Sodexo staff. ln addition,
we interviewed 25 Sodexo staff.

Results

Sodexo did not always comply with the contract's personnel requirements. Specifically,
Sodexo:

Did not ensure that their employees completed an annual health screening. We
noted one instance where an employee continued working for two months after their
health screening expired. Sodexo management indicated that they rely on DHS to
notify them of Sodexo staff that need the annual health screening. The employee
subsequently completed the health screening.

AU DITOR-CONTROLLER
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Did not fully comply with DHS facility training requirements for five (14%) of the 37
employees reviewed. The employees had not attended one or more required
training courses (e.9., orientation, sexual harassment training, diversity training,
etc.).

a Did not maintain their employees' employment eligibility records in their personnel
files.

Sodexo needs to ensure all staff complete an annual health screening and obtain the
required training. Sodexo also needs to maintain documentation to support
employment eligibility for all employees.

Recommendations

Sodexo America management:

6. Ensure all staff complete an annual health screening.

7. Ensure compliance with the Department of Health Services facility
training requirements.

8. Maintain documentation to support employment eligibility for all
employees.

AU DITOR-CONTROLLER
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